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ABSTRACT 
Malaysian small and medium enterprises (SMEs) still have not fully utilized the 
information and communications technology (ICT) tools to their fullest potential. Hence, 
there is a need to determine the factors that contribute to ICT adoption among SMEs. This 
study was undertaken to examine the variables that contribute to the ICT adoption among 
the SMEs in Malaysia by examining the relationships between relative advantage, security, 
compatibility, complexity, cost and environmental pressure (normative, mimetic and 
coercive) and ICT adoption. Additionally, government support was examined as a 
moderator. The triangulation theory approach, which integrates technology-organization-
environment, diffusion of innovation and the institutional theory was used to explain the 
relationships between the variables. A total of 183 owners-managers ofSMEs, representing 
a response rate of 4 7 .6 percent, participated in this study. The data was collected via self-
administered questionnaires, and PLS-SEM was used to analyze them and test the 
hypotheses. Statistical results indicated that relative advantage and security are positively 
related while complexity is negatively related to ICT adoption. Conversely, compatibility, 
cost and environmental pressure (normative, mimetic and coercive) are not related to ICT 
adoption. Moreover, the moderating test result reveals that government support only 
moderates the relationship between security, compatibility, complexity and cost, and ICT 
adoption. Conversely, no empirical support is found for the moderating effect of 
government support on the relationship between relative advantage and environmental 
pressure, and ICT adoption. The major theoretical contribution of this research is that it 
examines environmental pressure as a multidimensional independent variable. Besides that, 
the study also examines the role of government support as a moderating variable. This study 
also provides some suggestions to SMEs, policy-makers, ICT support system developers 
and vendors on ways to improve existing plan and policies for encouraging JCT adoption 
among SMEs. Finally, recommendations for future research are discussed. 
Keywords: Information and communications technology adoption, government support, 
environmental pressure, technological and organizational. 
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ABSTRAK 
Perusahaan kecil dan sederhana Malaysia (PKS) masih belum memanfaatkan sepenuhnya 
alatan tekn-ologi maklumat dan komunikasi (information and communications technology 
(ICT)) _ Oleh itu, terdapat keperluan untuk menentukan faktor-faktor yang menyumbang 
kepada penggunaan ICT dalam kalangan PKS. Kajian ini dijalankan untuk mengkaji 
pemboleh ubah yang menyumbang kepada penggunaan JCT dalam kalangan PKS di 
Malaysia dengan mengkaji hubungan antara kelebihan relatif, keselamatan, keserasian, 
kerumitan, kos dan tekanan persekitaran (mimetik, normatif dan pemaksaan), dan 
penggunaan ICT, Di samping itu, sokongan kerajaan dikaji sebagai penyederhana kajian, 
Pendekatan teori penyegitigaan dengan mengintegrasikan teknologi-organisasi-
persekitaran, penyebaran inovasi dan teori institusi digunakan untuk menjelaskan 
hubungan antara pemboleh ubah dalam model penyelidikan, Seramai 183 pemilik-pengurus 
PKS, mewakili kadar maklum balas sebanyak 47.6 peratus, mengambil bahagian dalam 
kajian ini. Data dikumpulkan melalui kaedah soal selidik yang ditadbir sendiri, dan PLS-
SEM digunakan untuk menganalisis data serta menguji hipotesis. Keputusan statistik 
menunjukkan kelebihan relatif dan keselamatan mempunyai hubungan positif manakala 
kerumitan mempunyai hubungan negatif berkaitan dengan penggunaan ICT, Sebaliknya, 
keserasian, kos dan tekanan persekitaran (mimetik, normatif dan pemaksaan) tidak 
berkaitan dengan penggunaan ICT. Tambahan pula, keputusan penyederhanaan 
menunjukkan bahawa sokongan kerajaan hanya menyederhanakan hubungan antara 
keselamatan, keserasian, kerumitan, dan kos serta penggunaan JCT. Sebaliknya, didapati 
tiada sokongan empirikal untuk kesan penyederhanaan sokongan kerajaan dalam hubungan 
kelebihan relatif dan tekanan persekitaran dan penggunaan ICT. Sumbangan teori utama 
kajian ini ialah ia mengkaji tekanan persekitaran sebagai pemboleh ubah bebas 
multidimensi, Selain itu, kajian juga mengkaji peranan sokongan kerajaan sebagai 
pemboleh ubah sederhana, Kajian ini juga memberikan cadangan kepada PKS, pengubal 
dasar, pemaju sistem sokongan ICT, dan juga pembekal tentang cara menambahbaik 
rancangan dan polisi sedia ada bagi meningkatkan penggunaan ICT dalam kalangan PKS, 
Akhir sekali, cadangan untuk kajian masa depan dibincangkan. 
Kata Kunci: Penggunaan teknologi maklumat dan komunikasi, sokongan kerajaan, 
tekanan persekitaran, teknologi dan organisasi 
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l.1 Background of Study 
CHAPTER ONE 
INTRODUCTION 
With the increasing digitalisation of commercial and industrial activities, infonnation and 
communication technology provides unlimited opportunities and advantages for any type 
and size of businesses, including small and medium-sized businesses. Information and 
Communication Technology (ICT) defined as a "diverse set of technological tools and 
resources used to communicate, and to create, disseminate, store, and manage information." 
These technologies include computers, the Internet, broadcasting technologies (radio and 
television) and telephony (UNDP, 2000). [CT is a comprehensive concept that 
encompasses technology, people, processes and information such as radio, television, 
telephones, computers, mobile phone, tablet PC and the internet, which assist 
communication, gathering, processing and transmission of information via electronic 
mediums (Apulu, Latham, & Moreton, 2011; Oye, Aiahad, & Ab.rahim, 2011). 
The advancement and day-to-day improvement on technology substantially changed the 
rhythm of running a business compared to the pre-millennial era. Specifically, the 
emergence of internet technology has significantly changed the manner of business 
transaction for both large and small medium enterprises (Aboelmaged, 2010; Abou-Shouk, 
Lim, & Megicks, 2013; Janita & Chong, 2013a; Nor & Pearson, 2009; Rahayu & Day, 
2016; Rodriguez-Ardura & Meseguer-Artola, 2010). In spec ific, cutting edge ICT 
emerging technologies such as e-wallet, internet of things, blockchain and cloud computing 
also contributed to changes of the business landscape in the context of manufacturing, 
The contents of 
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: SECTION A/ SEKSYEN A 
; 
Please CIRCLE the degree tb which you agree with the following statements about INFORMATION 
AND COMMUNICATION TECHNOLOGY ADOPTION. 
Sita BULA TKAN sejauh mana anda bersetuju dengan kenyataan berikut tentang Penerimaan 
Teknologi Maklumat Dan Komunikasi. 
*ICT = Information and Communication Technology / Teknologi maklumat dan 
komunikasi 
Never used Once a month Once a week Once a day More than once 
Tidak pernah Sekali sebulan Sekali Sekali sehari a day 
gunakan 2 seminggu 4 Lebih daripada 
1 3 sekali 
sehari 
5 
1 Our firm uses e-mail to communicate with employees. 1 2 3 4 5 
Firma kami menqgunakan e-mel untuk berkomunikasi dengan pekerja. 
2 Our firm uses email to communicate with our customers. 1 2 3 4 5 
Firma kami menggunakan e-mel untuk berkomunikasi dengan pelanggan 
kami. 
3 Our firm uses e-mail to communicate with our suppliers. 1 2 3 4 5 
Firma kami menggunakan e-mel untuk berkomunikasi dengan pembeka/ 
kami. 
4 Our firm uses e-mail to communicate with the government institutions. 1 2 3 4 5 
Firma kami menggunakan e-mel untuk berkomunikasi dengan institusi 
keraiaan. 
5 Our firm uses e-mail to communicate with trade associations. 1 2 3 4 5 
Firma kami menggunakan e-mel untuk berkomunikasi dengan persatuan 
perdagangan. 
6 Our firm uses e-mail to send orders/e-tickets to our customers. 1 2 3 4 5 
Firma kami menggunakan e-mel untuk menghantar pesanan I e-tiket kepada 
pe/anaaan kami. 
7 Our firm uses e-mail to receive orders from our customers. 1 2 3 4 5 
Firma kami menggunakan e-mel untuk menerima pesanan daripada 
pe/anqgan kami. 
8 Our firm uses e-mail to update customers on their orders. 1 2 3 4 5 
Firma kami menggunakan e-mel untuk mengemas kini pelanggan alas 
pesanan mereka. 
9 Our firm uses internet websites to find information relevant to our firm 1 2 3 4 5 
businesses. 
Firma kami menggunakan laman web berinternet untuk mencari maklumat 
yang berkaitan denqan perniaqaan firma kami. 
10 Our firm uses internet websites to find information about other business 1 2 3 4 5 
stakeholders. 
Firma kami menggunakan laman web berinternet untuk mencari mak/umat 
menqenai oemeaana kepentingan perniagaan yano lain. 
11 Our firm uses firm's website for presenting firm' profile, product and service 1 2 3 4 5 
information. 
Firma kami menggunakan /aman web firma untuk menyampaikan profil 
firma, maklumat produk dan perkhidmatan. 
12 Our firm uses the firm's website for exchanging information with customers 1 2 3 4 5 
online e.g. discussion forums. 
Firma kami menggunakan laman web firma untuk berkongsi maklumat 
denaan oelanaaan, contohnva forum oerbincanaan. 
13 Our firm uses website for customers to place order online. 1 2 3 4 5 
Firma kami menggunakan laman web untuk pelanggan membuat tempahan 
dalam talian. ! ' 
14 Our firm uses website for supplier to view suppliers' stock quantity in firm. 1 2 3 4 5 
Firma kami menggunakan faman web untuk pembekal melihat kuantiti stok 
pembekal dafam firma 
15 Our firm places orders online to suppliers. 1 2 3 4 5 
Firma kami membuat pesanan secara atas talian ke1Jada aembekal. 
16 Our firm fully getting orders online from customers. 1 2 3 4 5 
Firma kami menda1Jat aesanan secara atas tafian darioada oelanaaan. 
17 Our firm fully getting orders on line from suppliers. 1 2 3 4 5 
Firma kami sepenuhnya mendapat pesanan alas talian daripada pembeka/. 
18 Our firm uses the firm's website for receiving customers complaints about 1 2 3 4 5 
the firm products and services offered. 
Firma kami menggunakan /aman web firma untuk menerima aduan 
aelanaaan tentanq aroduk dan oerkhidmatan yanq ditawarkan oleh firma. 
19 Our firm uses the firm's website for updating customers on the new products 1 2 3 4 5 
and services offered. 
Firma kami menggunakan laman web firma untuk mengemaskini pelanggan 
tentang produk baru dan perkhidmatan yang ditawarkan. 
Please CIRCLE the degree to which you agree with the following statements about RELATIVE 
ADVANTAGE of ICT. 
Si/a BULA TKAN sejauh mana anda bersetuju dengan kenyataan berikut tentang KELEBIHAN 
RELA TIF /CT. 
Strongly Disagree Disagree Neutral Agree Strongly Agree 
Sangat Tidak Setuju Tidak Setuju Berkecuali Setuju Sangat Setuju 
1 2 3 4 5 
1 ICT allow better communication with our customers. 1 2 3 4 5 
!CT membolehkan komunikasi yang lebih baik dengan pelanggan kami. 
2 ICT increase the profitability of our firm. 1 2 3 4 5 
/CT meninakatkan keuntungan firma kami. 
3 ICT create an electronic presence for our brands. 1 2 3 4 5 
/CT mewujudkan kewujudan elektronik untuk jenama kami. 
4 ICT reduce costs (e.g., communication, advertising, marketing, travel, and 1 2 3 4 5 
research & development). 
/CT mengurangkan kos (misalnya, komunikasi, pengiklanan, pemasaran, 
perja/anan, dan penyelidikan & pembangunan). 
5 ICT allow us to enter new businesses or markets. 1 2 3 4 5 
/CT membofehkan kita untuk memasuki perniagaan atau pasaran baru. 
6 ICT improve our web presence. 1 2 3 4 5 
!CT memperbaiki kewujudan laman web kami. 
Please CIRCLE the degree to whfch you agree with the following statements about SECURITY of 
ICT. 
Sita BULATKAN sejauh mana anda bersetuju dengan kenyataan berikutitentang KESELAMATAN 
JCT. . . . . . 
Strongly Disagree Disagree Neutral Agree Strongly Agree 
Sangat Tidak Setuju Tidak Setuju Berkecuali Setuju Sangat Setuju 
1 2 3 4 5 
1 Our firm does not have confidence in the online payment system. 1 2 3 4 5 
Firma kami tidak mempunyai keyakinan terhadap sistem pembayaran dalam 
ta/ian. 
2 Our firm is concerned that information involved in a transaction over the 1 2 3 4 5 
internet is not secured. 
Firm a kami bimbang akan maklumat yang f erlibat dalam urus niaga melalui 
internet tidak diiamin. 
3 Our firm lacks confidence on the security of internet transactions. 1 2 3 4 5 
Firma kami tidak mempunyai keyakinan terhadap kese/amatan transaksi 
melalui internet. 
4 Our firm lacks confidence in using a credit card to make payment through 1 2 3 4 5 
Internet. 
Firma kami tidak percaya dengan penggunaan kad kredit untuk membuat 
pembayaran meJa/ui internet. 
5 Our firm worried that our business transactions on the Internet can be read 1 2 3 4 5 
and seen by others. 
Firma kami bimbang akan transaksi perniagaan kami melaJui Internet boleh 
dibaca dan dilihat oleh oranq lain. 
6 Our firm concerned about the security of data and transactions over the 1 2 3 4 5 
Internet. 
Firma kami mengambil berat tentang keselamatan data dan transaksi melalui 
internet. 
7 Our customers are concerned about the security of data over the Internet. 1 2 3 4 5 
Pelanaaan kami menqambil berat tentanq keselamatan data mela/ui Internet. 
Please CIRCLE the degree to which you agree with the following statements about COMPATIBILITY 
of ICT. 
Si/a BULA TKAN sejauh mana anda bersetuju dengan kenyataan berikut tentang KESESUAIAN JCT. 
Strongly Disagree Disagree Neutral Agree Strongly Agree 
Sangat Tidak Setuju Tidak Setuju Berkecuali Setuju Sangat Setuju 
1 2 3 4 5 
1 The use of ICT fits the work style of the firm. 1 2 3 4 5 
Penaaunaan JCT sesuai dengan gaya keria firma . 
2 The use of ICT is fully compatible with current business operations. 1 2 3 4 5 
Penggunaan JCT sepenuhnya bersesuaian dengan operasi perniagaan 
semasa. 
3 Using ICT is compatible with your firm's corporate culture and value system. 1 2 3 4 5 
Penaaunaan JCT bersesuaian denqan budaya korporat firma dan sistem nilai. 
4 The use of ICT compatible with existing hardware and software in the firm. 1 2 3 4 5 
Penggunaan JCT sesuai dengan perkakasan dan perisian sedia ada di firma. 
Please CIRCLE the degree to which you agree with the following statements about COMPLEXITY of 
ICT. 
Sifa BULA TKAN sejauh mana anda bersetuju dengan kenyataan berikut tentang KERUMITAN !CT. 
Strongly Disagree Disagree Neutral Agree Strongly Agree 
Sangat Tidak Setuju Tidak Setuju Berkecuali Setuju Sangat Setuju 
1 2 3 4 5 
1 The use of ICT requires a lot of mental effort. 1 2 3 4 5 
Penqqunaan /CT memerlukan banvak usaha mental. 
2 The use of ICT is frustrating. 1 2 3 4 5 
Penqqunaan /CT menqecewakan. 
3 The use of ICT is too complex for business operations. 1 2 3 4 5 
Penqqunaan /CT terlalu komp/eks untuk operasi perniaqaan. 
4 The skills needed to adopt ICT are too complex for employees of the firm. 1 2 3 4 5 
Kemahiran yang diperfukan untuk menerima pakai /CT ter/alu kompfeks untuk 
pekerja firma. 
Please CIRCLE the degree to which you agree with the following statements about COST of ICT. 
Sita BULA TKAN sejauh mana anda bersetuju dengan kenyataan berikut tentang KOS /CT. 
Strongly Disagree Disagree Neutral Agree Strongly Agree 
Sangat Tidak Setuju Tidak Setuju Berkecuali Setuju Sangat Setuju 
1 2 3 4 5 
1 The costs involved in the adoption of ICT would be far greater than the 1 2 3 4 5 
expected benefits. 
Kos yang terlibat dalam penerimaan /CT akan jauh lebih besar daripada 
faedah yang diharapkan. 
2 The cost of maintaining ICT tool would be very high for our firm. 1 2 3 4 5 
Kos mengekalkan alatan /CT akan sangat tingqi untuk firma kami. 
3 The cost involved in providing support systems for ICT would be too high. 1 2 3 4 5 
Kos yang terfibat dalam menyediakan sistem sokongan untuk /CT terfalu 
tinaai. 
4 The amount of money invested in training employees for ICT would be very 1 2 3 4 5 
high. 
Jum/ah wang yang dilaburkan dalam latihan pekerja kepada JCT sanqat tinaai. 
Please rate the degree to which you agree with the following statements about NORMATIVE 
PRESSURE of ICT. 
Sita BULA.TKAN sejauh mana and.a b'ersetuju dengan kenyataan berikut tentang TEIMNAN 
NORMA TIF JCT. 
Strongly Disagree Disagree Neutral Agree Strongly Agree 
Sangat Tidak Setuju Tidak Setuju Berkecuali Setuju Sangat Setuju 
1 2 3 4 5 
1 Industry sources (for example: industry or trade associations) are pressuring 1 2 3 4 5 
our firm to adopt ICT. 
Sumber industri (contohnya: persatuan industri atau perdagangan) memberi 
tekanan kepada firma kami untuk menerima pakai /CT. 
2 We participate actively in industry, trade, or professional associations that 1 2 3 4 5 
promote ICT. 
Kami mengambil bahagian secara aktif dalam industri, perdagangan, atau 
persatuan profesiona/ yang mempromos1kan JCT. 
3 We often receive information regarding ICT from sources outside our firm. 1 2 3 4 5 
Kami sering menerima maklumat menqenai /CT dari sumber luar firma kami. 
4 Many of our customers are currently adopting ICT. 1 2 3 4 5 
Kebanyakan pe/anaaan kami telah menerima pakai JCT. 
5 Many of our customers will be adopting ICT. 1 2 3 4 5 
Ramai pelanggan kami akan menerima pakai /CT. 
6 Many of our suppliers are currently adopting ICT. 1 2 3 4 5 
Ramai pembekal kami kini menerima pakai !CT. 
7 Many of our suppliers will be adopting ICT. 1 2 3 4 5 
Ramai pembekal kami akan menerima pakai !CT. 
Please CIRCLE the degree to which you agree with the following statements about MIMETIC 
PRESSURE of ICT. 
Sita BULA TKAN sejauh mana anda bersetuju dengan kenyataan berikut tentang TEKANAN 
MIMETIC /CT. 
Strongly Disagree Disagree Neutral Agree Strongly Agree 
Sangat Tidak Setuju Tidak Setuju Berkecuali Setuju Sangat Setuju 
1 2 3 4 5 
1 Many of our competitors are currently adopting ICT. 1 2 3 4 5 
Ramai pesainq kami kini menerima pakai /CT. 
2 Many of our competitors will be adopting ICT in the near future. 1 2 3 4 5 
Ramai pesainq kami akan menerima pakai /CT dalam masa terdekat . 
3 Our key competitors are currently adopting ICT. 1 2 3 4 5 
Pesainq utama kami kini menerima pakai /CT. 
4 Our competitors that have adopted ICT are benefiting greatly. 1 2 3 4 5 
Para pesainq kami yanq le/ah menerima pakai /CT sanqat bermanfaat. 
5 Our competitors that have adopted ICT are perceived favourably by others in 1 2 3 4 5 
our industry. 
Pesaing kami yang menerima pakai !CT dilihat lebih baik oleh pihak lain dalam 
industri kami. 
6 Our competitors that have adopted ICT are perceived favourably by their 1 2 3 4 5 
customers. 
Para pesaing kami yang menerima pakai /CT dilihat Jebih baik oleh pelanggan 
mereka. 
Please CIRCLE the degree to which you agree with the following statements about COERCIVE 
PRESSURE of ICT. 
Si/a BULATKAN sejauh mana anda ,bersetuju dengan kenyataan berikut, tentang TEKANAN 
PAKSAAN /CT. 
Strongly Disagree Disagree Neutral Agree Strongly Agree 
Sangat Tidak Setuju Tidak Setuju Berkecua/i Setuju Sangat Setuju 
1 2 3 4 5 
1 Customers that matter to us expect us to use ICT. 1 2 3 4 5 
Pelanggan yang penting kepada kami mengharapkan kami menggunakan 
/CT. 
2 We may not retain our important customers without adopting ICT. 1 2 3 4 5 
Kami tidak bofeh mengekalkan pelanggan penting kami tanpa menerima 
pakai JCT. 
3 Customers that are crucial to us encourage us to use ICT. 1 2 3 4 5 
Pelanaaan yang penting kepada kami mendorong kami menaaunakan JCT. 
Please CIRCLE the degree to which you agree with the following statements about GOVERNMENT 
SUPPORT of ICT. 
Sita BULA TKAN sejauh mana anda bersetuju dengan kenyataan berikut tentang SOKONGAN 
KERAJAAN terhadap JCT. 
Strongly Disagree Disagree Neutral Agree Strongly Agree 
Sangat Tidak Setuju Tidak Setuju Berkecuali Setuju Sangat Setuju 
1 2 3 4 5 
1 The government provides guidance in overcoming risks associated with 1 2 3 4 5 
implementation of ICT. 
Kerajaan menyediakan panduan dafam mengatasi risiko yang berkaitan 
dengan pelaksanaan /CT. 
2 The government provides awareness building and education programs for 1 2 3 4 5 
ICT. 
Kerajaan menyediakan program pembangunan kesedaran dan pendidikan 
untuk JCT. 
3 The government provides financial assistance to SMEs for ICT. 1 2 3 4 5 
Kerajaan menyediakan bantuan kewanqan kepada PKS untuk /CT. 
4 The government provide improvements for national ICT infrastructure. 1 2 3 4 5 
Kerajaan menyediakan penambahbaikan baqi infrastruktur JCT neqara. 
5 The government provides tax incentives towards the purchase and use of ICT. 1 2 3 4 5 
Kerajaan menyediakan insentif cukai ke atas pembelian dan penaaunaan /CT. 
6 The government regulation related to ICT favour ICT adoption. 1 2 3 4 5 
Peraturan kerajaan yang berkaitan dengan /CT memihak kepada penerimaan 
JCT. 
7 The government promotes the ICT adoption among SMEs. 1 2 3 4 5 
Kerajaan menaaalakkan penerimaan /CT dalam kafanqan PKS. 
SECTION B / SEKSYEN B 
The following questions ask for information concerning yourself and your firm·s background. Plec!se 
answer each question by ticking the appropriate box and fill-up the required information. 
Soalan-soalan berikut meminta maklumat mengenai diri anda dan /afar belakang firma anda. Si/a 
Jawab setiap soa/an dengan menandakan kotak yang sesuai dan isi maklumat yang diperlukan. 
Please tick (/) in the appropriate box/ Si/a tandakan (I) dalam kotak yang sesuai. 
1. Gender/Jantina 
□ Male/Lelaki □ Female!Perempuan 
2. Age/Umur 
D Below 30/Bawah30 







D 61 and above/61 dan atas 
D Others, please specify/Lain-lain, sila nyatakan: ____ _ 
4 . Highest education level/ Tahan Pengajian Tinggi 
0 PhD/ PhD D Master/Sarjana 
D Diploma/Diploma D Certificate/Siji/ 
D Primary School/Seko/ah Rendah 
D Degree/ Sarjana Muda 
D Secondary school/Seko/ah Menengah 
Others, please specify.lLain-lain, sila nyatakan: - - -------
5. If you are a business owner or business partner, how long has your firm been 
established? 
Jika anda adalah pemilik perniagaan atau rakan niaga, berapa lama firma anda telah 
ditubuhkan? 
D Less than 5 years / Bawah 5 tahun 
D 5 - 10 years/ 5-10 tahun 
D 11 - 1 5 years / 11-15 tahun 
6. My firm location/Lokasi firma saya 
0 16 - 20 years /16- 20 tahun 
D More than 20 years / lebih 20 tahun 
D Penang / Pu/au Pinang 
0 Kedah / Kedah 
D Perak / Perak 
D Perl is / Perl is 
7. How many employees does your firm hire? 
Berapa ramaikah pekerja yang diupah oleh firma anda? 
D Less than 5 employees/ Bawah 5 pekerja D 31 - 75 employees/ 31- 75 pekerja 
D 6 - 30 employees / 6-30 pekerja D 76 - 200 employees I 76- 200 pekerja 
8. What is the Legal Status of Your ffirm? (Select only one) 
Apakah status perundanagan firma anda? 
' I D Sole Proprietorship/ Milikan tunggal□ Private Limited/ Sendirian Berhad 
D Partnership / Perkongsian 
9. Firm's Sector:/ Sektor Firma 
D Limited Liability Partnership / Perkongsian 
Liabiliti Terhad 
D Manufacturing / Pembuatan D Services / Perkhidmatan 
10. Please state the type of INDUSTRY or MAIN BUSINESS ACTIVITY which most closely 
represents your firm. 
Si/a nyatakan jenis INDUSTRI atau PERNIAGAAN UTAMA yang paling rapat mewakili 
firma anda. 
(for example: electrical & electronics, food & beverages, healthcare, tourism services) 
(contohnya: elektrik & elektronik, makanan & minuman, penjagaan kesihatan, 
perkhidmatan pelancongan) 
THANK YOU VERY MUCH FOR YOUR KIND COOPERATION. 
TERIMA KASIH A TAS KERJASAMA ANDA. 
Appendix B 
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To whom it may concern, 
Subject: Translation of Questionnaire 
I, _S_E_\...;_:o.J_A_,...,_ C._ '-'_R_ u_s_4_1A~'1 __ , am competent to translate from Malay into English, and 
certify that the translation of research questionnaire is true and accurate to the best of my abilities 
as a language instructor and chief committee of English language. 
Signature of Translator Name of Translator 
Appendix C 
To whom it may concern, 
Subject: Translation of Questionnaire 
am competent to translate from English into Malay, and 
certify that the translation of research questionnaire is true and accurate to the best of my abilities 
as a language instructor and chief committee of Malay language. 
vj n. 
·····•···N····························· 
Signature of Translator Name of Translator 
SUKUNAVAT:·:I /.JP VELLASI\MY VERA YA 
Penolon~ Kanan HEM 
SJI( (T) Ladang Payn Kemunting 
06000 Jitra, KedGh Darul An;Jn. 

